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Current Default Campaign: CHICAGO 

Existing Campaigns: 








CHICAGO 

;NEW JERSEY : 






Campaign: 






Add_ 




NEW JERSEY | 




Re-Route Number: 


Modify 
Remove 




0 Set as Defaull 


Clear 














OK 





FIG. 13 



^ Contact Status Table Maintenance 



□ [g][x] 



® Contact O No Contact O No Connect O Re-Routed 
Campaign: Existing Results: 



Campaign: 



NEW JERSEY 



Result: 



3 year sale 



New Reason: 



sales promotion 



NEW JERSEY 






Add 




New Result: 








Remove 



Add 



Remove 



1 year sale 
3 year sale 
5 year sale 



Existing Reasons: 



good price 



OK 



FIG. 14 



9/69 



Agent Assignment to Campaign 



System Campaign: 



CHICAGO 
NEW JERSEY 



Agent 



agent60 



• Add 1 



Add All 



Assigned to: 



Remove 



Remove All 



CHICAGO 
NEW JERSEY 



OK 



FIG. 15 



Telephony Device Mapping 



- D X 



Existing Telephony Devices: 





Type 


Number 


Campaign 


1 


ACD 


3000 


CHICAGO 


2 


ACD 


3100 


NEW JERSEY 


3 


: ACD 


3200 


NEW JERSEY i 



Type: 



ACD 



Number: 



3200 



Campaign: 



NEW JERSEY 



Modify 



OK 



FIG. 16 



10/69 



Map Telephone Line to Campaign 



S[l[x]| 



Existing DNIS: 



DNIS 



Campaign 



8005551212 CHICAGO 



Add 



Modify 



Remove 



-DNIS Mapping- 



DNIS: 



8005552323 



Campaign: 



NEW JERSEY 



Clear 



OK 



FIG. 17 



Telephony Maintenance 



Telephone/ACD Setup 



Define Telephone Extension 



■182 



Map IVR Port to ACD Extension 



FIG. 18 



11/69 



|j>gl Telephone/ACD Setup 



Existing Telephony Devices: 



3000 
3100 
3200 



Add 



Modify 



Remove 



® ACD Queue 
O Routing Point 

Number: 

[3300 



□ Route by DNIS 
I I Re-Route Device 
Switch Info — 



Switch Type; 



TADfRAN 



Switch ID: 



CORAL 



CTI Server: 



127.0.0.1 



Initial Call Treatment 



3 



Set Secondary CTI 



Clear 



OK 



FIG. 19 



BISH] 



[-Secondary CTI — 

ACD: 3100 
Secondary Switch ID: 



Secondary CTI Server: 



■186 



OK 



Cancel 



FIG. 20 



12/69 



1^ Define Telephone Extension 



Existing Telephony Extensions: 



200-203 
401-403 



Add 



Modify 



Remove 



From Extension: 



600 



To Extension: 



603 



-Switch Info- 



Switch Type: 



1 LUCENT 




Switch ID: 


1 CORAL 


1- 


CTI Server: 


1 127.0.0.1 


1- 



Set Secondary CTI 



Clear 



■188 



OK 



FIG. 21 



^ Map IVR Port to ACD Extension" 



Blil[H]l 



Existing IVRs: 



Master | RC. [ TO. [ F. E. 



TE. 



200 



203 



Add 



Modify 



Remove 



Master: 



From Channel (RC): 



[ol 



To Channel (TC): 



From Extension (RE.): 



1200 



To Extension (TE.): 



1203 



r~| Re-Route Channels 



Clear 



OK 



FIG. 22 



13/69 



Routing Administration 



IVlap Text Strings to Skill 



Define Customer Priority Levels 



■192 



Define Media Priority Levels 



Define Routing Skills 



FIG. 23 



g| Map Text Strings to sidiT 



□[g][x] 



Existing Text Strings: 





Text String | Matched Skill: 


1 


sale 


SALES REP 


2 


sale 


SALES MGR 


3 


problem 


SUPPORT MGR 


4 


corpora 


MKT MGR 



Add 



Remove 



Text String Mapping — | 

Text String; 



promotion 



Match Skill: 



rSALES MGR 



Clear 



OK 



FIG. 24 



14/69 



11^ Define Customer Priority Levels 



Existing Customer Types: 





Customer Type 


1 P 


1 


J. 


A. 


1 


75 


1 


0 


1 , 




2 


4 


50 


0 


1 




3 


3 


15 


40 


3 




4 


1 


5 


20 


5 




5 


0 


0 


10 


1 




6 


6 


92 


4 


4 




7 


7 


96 


1 


23 




8 


89 


34 


45 


4 




9 


68 


56 


65 


3 




10 


2 


10 


30 


4 




^1 


1 




1 







Add 



Modify 



Remove 



Customer Type: 




5 




Priority (P): 




h 




Increment (1): 




lo 




Frequency (F)(in seconds): 


1 1 


\^ 








Clear 







OK 



FIG. 25 



1^ Define Media Priority Levels 



Existing Media Types: 



Media Type 



P I I I F (Time Out 



EMAIL 2 5 5 30 

WBB 3 5 5 30 

VOICE 1 50 5 30 



Modify 



Remove 



Media Type: 



WEB 



Priority (P): 



CI 



Increment (1): 



iZ 



Frequency (F)(in seconds): 



Time Out (in seconds): 

"sol 



Clear 



OK 



FIG. 26 



15/69 



Define Routing Skills 



r-Current Default Skill: SALES MGR - 
Existing uniQue Skills 



MAC TECH 
MKT MGR 
MKT REP 
PC TECH 
SALES ENG 
SALES M_GR___ 

Wales' REP 

SUPPC5Rf ENG" 
ISUPPORT MGR 
I \\> 



Add 



Modify 



Remove 



□ [n][x] 



Skill: 



SALES REP 



S§iC3S Default Skin J 



-200 



Clear 



OK 



FIG. 27 



One 

^ ADMNlSTRAnON 



Agent ProductMty 
Detail Roports 



I [ ihtatActMly'] 



I _ | ~rote/ 77/ne~| 

] 



J 



Agent ProductMty 
Summaiy Reports 



t I Tbtai Time \ 



Abandoned Call 
Reports 



r-=-= i Summary ] 



Contact Result 
Reports 



I 



I DetaO 



-s-j Summary 



REPORTS 



FIG. 28 



16/69 



Period: 4/14/99 Report Date: 4/17/99 

Organization: Services Report Time: 14:05:03 

Agent: David 
Campaign; All 
Total Activity Recap 









Telephone Contacts 


Email 


Web 


Other 


Total 


Avg. Min. 
Per/Contact 


Log 

in 


Lpg 
Out 


Duration 


bound 


Out- 
bound 


Total 


8:00 


10:00 


120 


13 


4 


17 


4 


3 




24 


5.00 


10:15 


12:00 


105 


7 


3 


10 


11 


4 




25 


4.20 


12:45 


14:30 


105 


12 


3 


15 


5 


3 




23 


4,57 


14:45 


16:00 


75 


7 


6 


13 


3 


2 




18 


4.17 




Total 


405 


39 


16 


55 


23 


12 




90 


4.50 
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Contact Handling Time 







Unavailable 


No 

Activity 


Inbound 


Outbound 








Total 


Log 
in 


Log 
Out 


Time 


Time 


Teleohone 


Telephony 


Email 


Web 


Other 


Time 














8:00 


10:00 


2 


7 


72 


24 


8 


8 




120 


10:15 


12:00 


2 


5 


45 


21 


24 


8 




105 


12:45 


14:30 


11 


4 


57 


15 


11 


7 




105 


14:45 


16:00 


3 


3 


29 


28 


7 


5 




75 




Total 


18 


19 


203 


88 


50 


27 




405 
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Period: 4/14/99 

Organization: Services 

Campaign; All 

Total Activity Recap 

Telephone Contacts 



Report Date: 4/17/99 
Report Time: 14:05:03 



Email 



Web 



Other 



Total 



Avg. Min. 



Agent 


Inbound 


Outbound 


Contacts 


Contacts 


Contacts 


Contacts 


Per/Contact 


David Robinson 


43 


4 


47 


4 




98 


4.23 


Joe Mc Colum 


34 


3 


37 


11 




85 


5.65 


Harry Doyte 


65 


3 


68 


5 




141 


7.89 


Jane Alexander 


98 


6 


104 


3 




211 


113.65 


Kermit Spenser 


132 


3 


135 


11 




281 


23.50 


Mike Alabastor 


45 


5 


0 


5 




55 


4.50 


Milan Jones 


32 


6 


0 


6 




44 


4.12 


Scott Nyquist 


65 


8 


45 


3 




121 


7.30 


Total 


514 


38 


436 


48 


0 


1036 


2.84 
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Unavailable 


No Activity 


Inbound 


Outbound 






Total 




Time 


Time 


Telephone 


Telephone 


Email 


Web 


Other 


Time 


David Robinson 


12 


14 


300 


43 


23 


12 




404 


Joe Mc Colum 


34 


12 


234 


23 


45 


15 




363 


Harry Doyle 


12 


0 


432 


54 


43 


16 




557 


Jane Alexander 


6 


0 


123 


23 


54 


18 




224 


Kermit Spenser 


15 


0 


123 


23 


67 


19 




247 


Mike Alabastor 


7 


12 


189 


56 


65 


20 




349 


Milan Jones 


12 


45 


321 


71 


23 


21 




493 


Scott Nyquist 


23 


23 


200 


23 


12 


22 




303 


Total 


121 


106 


1922 


316 


332 


143 


0 


2940 
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Report Date: 04/17/99 

Period: 4/14/99 Report Time: 14:05:03 

Average 
No Of Abandoned 







Total 


Abandoned 


Walt Time 


ACD Group 


ACD Name 


Calls 


Calls 


Percent 


(in min) 


1 


Inbound Sales 


120 


23 


19% 


0.34 


2 


Service 


60 


4 


7% 


0.56 


3 


Customer Support 


75 


7 


9% 


1.5 


4 


Outbound Sales 


68 


0 


0% 


0 




Total 


323 


34 


11% 
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No Of Abandoned pre Call 

Total Abandoned Wait Time Processing 



Shift 1 




Calls 


Calls 
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6 


1 


17% 






9:15 


9:30 




7 


1 


14% 
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Organization : Services 

Reporting Period: 4/14/99 
Campaign: Widgets 1 



Report Date: 04/17/99 

Report Time: 
14:05:03 



Shift 1 



Total 



Average Average 
Wait Session 



Calls E-Mails 



Average 
Wrap-up 



8:00 


8:15 


5 


15 




20 


0.00 


3.50 


0.50 


8:15 


8:30 


5 




1 


6 


0.00 


4.20 


0.03 


8:30 


8:45 


9 






9 


3.00 


6.30 


0.40 


8:45 


9:00 


8 


5 




13 


7.50 


15.00 


0.40 


9:00 


9:15 


6 






6 


1.00 


15.00 


0.40 


9:15 


9:30 


7 




1 


8 


1.00 


15.00 


0.40 


9:30 


9:45 


2 






2 


0.00 


15.00 


0.40 


9:45 


10:00 


12 






12 


4.00 


15.00 


0.40 


10:00 


10:15 


15 






15 


3.00 


15.00 


0.40 


10:15 
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7 
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1.00 
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0.40 
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10:45 


12 
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13 . 








10:45 
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Organization : Services 
Reporting Period: 4/14/99 
Campaign: Widgets 1 

OUTCOME: Successful Contact 

Successful Contacts Result Summary 

Inbound Outbound 



Report Date: 04/17/99 
Report Time: 14:05:03 



Telephone Telephone Email Web Other Total 



Result 



New Customer Sale 


16 


8 


17 


17 




58 


Existing Customer Sale 


56 


23 


5 


23 




107 


No Sale 


34 


34 


7 


5 




80 


Successful Service - Products 


21 


32 


23 


7 




83 


Unsuccessful Service - Products 


80 


12 


4 


9 




105 


Other 


12 


23 


5 


12 




52 


Total 


219 


132 


61 


73 


0 


485 
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Successful Contact Result Detail 



Customer Sale , . j ^ _i 
Inbound Outbound 







Telephone 


Telephone 


Email 


Web 


Other 


Total 


Reason 




Calls 


Calls 


Contacts 


Contacts 


Contacts 


Contacts 


Good Price 




3 


1 


2 


2 




8 


Loyal Customer 




1 


2 


2 


3 




8 


Likes Product 




6 


0 


1 


1 




8 


In a Good Mood 




1 


1 


3 


8 




13 


Has the Money 




2 


3 


4 


2 




11 


Other 






3 


1 


5 


1 




10 


Total 






16 


8 


17 


17 


0 


58 
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Report Date: 04/17/99 


Organization : Services 












Report Time: 14:05:03 


Reporting Period: 4/14/99 
















Campaign: 
















Total 




Outbound 


Rerouted 


Outbound No Connects 






No Contacts 




No Contact 


Inbound 


Busy 


No 


SIT Tone 


Answering 


Total 


Reroutes & 


Agent 


T?lQPhon? 


Contacts 


Sianals 


Answer 


No Connect 


Machines 


No Connects 


No Connects 


Calls 
















David Robinson 


43 


34 


4 


23 


1 


23 


28 


105 


Joe Mc Coium 


34 


31 


11 


12 


2 


12 


25 


90 


Harry Doyle 


65 


60 


5 


16 


5 


4 


26 


151 


Jane Alexander 


98 


91 


3 


19 


1 


2 


23 


212 


Kermit Spenser 


132 


124 


11 


23 


2 


13 


36 


292 


Mike Alabaster 


45 


33 


5 


25 


3 


34 


33 


111 


Milan Jones 


32 


26 


6 


28 


1 


12 


35 


93 


Scott Nyquist 


65 


63 


3 


12 


2 


1 


17 


145 


Total 


514 


462 


48 


158 


17 


3 


223 


1199 
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Report Date: 04/17/99 


Organization : Services 












Report Time: 14:05:03 


Rpnnrtinn PprinH 




















L>amp3iyn. 






















Outbound 


Right 




Wrong 


No Connects 


Total 




Telephone 


Party 




Party 


Busy 


No 


SIT Tone 


Answering 


No 


Agent 


Attempts 


Cpnt^ct? 


Percent 


Contapts 


Siqnals 


Answer 


No Connect 


Machine 


Connects 


David Robinson 


71 


34 


48% 


9 


4 


23 


1 


3 


28 


Joe Mc Colum 


59 


31 


53% 


3 


11 


12 


2 


23 


25 


Harry Doyle 


91 


60 


66% 


5 


5 


16 


5 


21 


26 


Jane Alexander 


121 


91 


75% 


7 


3 


19 


1 


17 


23 


Kermit Spenser 


168 


124 


74% 


8 


11 


23 


2 


12 


36 


Mike Alabastor 


78 


33 


42% 


12 


5 


25 


3 


3 


33 


Milan Jones 


67 


26 


39% 


6 


6 


28 


1 


4 


35 


Scott Nyquist 


82 


63 


77% 


2 


3 


12 


2 


6 


17 


Total 


737 


462 


63% 


52 


48 


158 


17 


89 


223 
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Config WBB Proxy 
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|gg CofifigWBB Proxy" 



-Web Bulletin Board Proxy Configuration - 

ODBC DSN: I msgbody 



Web BB DB Polling Freguency (in hours): 



24 



Ignore Messages Older than: 



400 



Days 



Messages are Routed to Agent if not Answered within: 24 



Web BB ISAPI URL: http://1 27.0.0. 1 wconnect/wc.dll 



Hours 



Apply OK Cancel 



Unsigned Java Applet Window 
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(^START BROWSER 



-1100 



REQUESTAPPLET 
AND DOWNLOAD 



INITIALIZE AND START 
APPLET 



BIND TO AGENT 
MANAGER SERVICE 




CREATE SERVER SIDE 
VIRTUAL AGENT OBJECT 



SEND VIRTUAL AGENT 
OBJECT TO AGENT 


-^YES — 


_/CREATE\/ 
"^SUCCESSFUL/ 

^1220 






REGISTER AGENT 
EVENT HANDLER 
WITH AGENT MANAGER 
SERVICE 


^ 


AGENT MANAGER 
PERFORMS AGENT 
ACCOUNTING 









NO 




1260 



^AGENT WAITS TO HANDLE 
EVENTS 




AGENT MANAGER WAITSN 
TO HANDLE REQUESTS J 



FIG. 42 



24/69 



j Java Security 



JavaScript or a Java applet From 'Microlog Corporation' is 
requesting additional privileges. 



Granting the following is high risk: 



Access required to setup and configure your browser 



n Remember this decision 
Identity verified by VeriSign. Inc. 



Details 



Certificate 



Grant 



Deny 



Help 
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j Java Security □(DIH 



JavaScript or a Java applet From *Microlog Corporation' is 



requesting additional privileges. 



Granting the following is high risk: 



Implennenting MOP remote object software 




n Remember this decision 




Details 










Identity verified by VeriSign. Inc. 








Certificate Grant 


Deny 


Help 





FIG. 44 



25/69 



Security V\faming 




Do you want to install and run " Agent " signed on 
8/17/99 2:31 PM and distributed^^ 

MIcroloQ Corporation 

Publislier authenticity verified by VeriSign Commercial 
Software Publishers CA 

Caution: Microlog Corporation asserts that this content is 
safe. You should only install/view this content if you trust 
Microlog Corporation to make that assertion. 



SIGNED WITH PERMISSIONfi 
Full Permissions 

□ Always trust content from Microlog Corporation 



Yes 



More Info 
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7 7 r 
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Login Prompt 



Usemame: 



agenteo 



Password; 



Phone Extension: 



401 



Login 



Cancel 
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3^ 
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] Change Password [Z] [5| |x] 



Enter Old Password: 



Enter New Password: 



Verify New Password: 



1 

Change 



Cancel 



•242 
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-110 

CUSTOMER 
TELEPHONE 




ROUTING 
MANAGER 



CONTACT SYSTEM SERVER 
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( ^CUSTOMER CALLS 'CONTACr CENTEr) ^^^"^ 

-1310 



TELEPHONY SWITCH RECEIVES CALL 



CTI SVR RECOGNIZES INBOUND CALLAND 
NOTIFIES ACD PROXY 



-1320 



ACD PROXY REQUESTS CREATION OF CONTACT 
OBJECT WITH ROUTING MANAGER 




-1330 



NO /REJECT' 

^request; 



ROUTING MANAGER CREATES CONTACT 
OBJECT AND RETURNS TO PROXY 



■1360 



ACD PROXY ASSIGNS MEDIA SKILL TO CONTACT 



ACD PROXY ASSIGNS CONTACT TO CAMPAIGN 



-1370 



■1380 



ACD PROXY POPULATES CONTACT WITH 
CUSTOMER DATA 



■1390 



ACD PROXY.ROUTES CONTACT 



■1395 



ROUTING MANAGER ADDS CONTACT TO QUEUE (FIG. 66) 



FIG. 52 
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110 
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